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Undoubtedly, the ongoing COVID-19 pandemic is bringing profound changes to numerous
organisations across many sectors. Many firms are failing to sustain themselves, as their
business models are not equipped with appropriate strategies in combating points of instability. This calls for design strategies, through design research, to support firms to not only
react to failures caused by crises but to consider diversifying their current value offering, resources, access to capital (Telalbasic, 2021). Therefore, there is a need to not only take stock
of the ongoing impact of the pandemic on organisations but also to look into the future by
identifying the opportunities for change arising from such crises. In this track, there is a total
of five research studies contributing to exploring design strategies for resilience in times of
socio-economic crises through opportunity-driven thinking and a future-facing design mindset.
The five papers explore the topic from two disciplinary perspectives, design and organization
management. These two perspectives are manifested in two areas of application. These are
(1) the design industry (design consultancies), and (2) design client sectors, especially those
facing the challenge of developing resilience within a new and uncertain environment. From
a design perspective, service design, design strategy and systemic design are selected as design approaches, while resilient organizations and organizational change are defined as topics within the field of organization management.
Two research studies were conducted from a design or art and culture business perspective,
with an emphasis on service design. In the paper entitled “Service Design in Organizational
Change”, 80 service design projects delivered by two design agencies were studied through a
systemic approach and content analysis. The findings report six groups of service design.
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Among them, five were identified in line with the process of organizational change. It established a framework to guide the application of service design in different stages of organizational change. Another study described the design strategies of four art and culture organisations going through digital transformation. Through adopting the stages of digital transformation, the paper provides a four-stage programme for digital service, and related design
tools in each phases of service design. Finally, it recommends actions to be undertaken by
the creative business when faced with the challenges of digital transformation.
In the field of management, three research studies took the perspective of firms and industry. A systemic design framework of guiding the implementation of organizational design reported through comparing to the two existing management models, the McKinsey 7s Model
and the Resource-based View. It was stated that systemic design is a better approach to organizational complexity and could manage the multiple interactions efficiently. Aviation industry encountered radical restructuring during the Covid-19 pandemic. The study reported
six categories of dynamic stability and a 6R framework based on categories generated
through a content analysis of 331 articles. The findings could also be applied to other industries significantly influenced by the pandemic. In addition, the software industry is another
typical industry with the feature of resilience. Through a three-year action research, the design support process linked to the three key componments of strategic agility was obtained.
With a sufficient understanding of the new environment and the importance of design contributing to resilient organizations, all the research studies in this track managed to explore
the key components to describe the linkage between design strategies and resilient organizations. Based on it, a framework is proposed as the results. With these research findings,
we could establish a comprehensive knowledge structure to link the two concepts. Moreover, the frameworks supply a guideline for practitioners either in the design field or in the
business management field.
By reviewing the five papers, a certain shared understanding of design strategy and resilient
organizations emerges that could be the basis for our further exploration of this novel topic.
This shared understanding is summarized within three aspects, i.e. organizational resilience
and change, design client sectors, and the methodological implications.

1. Organisational Resilience and Change
Resilient organisation
The current environment of an organization is characterised by its volatility, uncertainty,
complexity, and ambiguity (Bennett and Lemoine, 2014). These characteristics not only affect the business environment but also refer to the social and technological environment of
an organization. Within this new environment, resilience has been developed as a new organisational competence refering to organizations’ ability to be strategically agile (Ismail et
al., 2011) and dynamically stable (Boynton, 1993).
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Strategic agility refers to the ability of organizations to strategically plan, remain adaptive,
react fast and shift their business models radically despite having to cope with, and manage
uncertainty, unpredictable changes, and competing demands (Ismail et al., 2011, Lewis et
al., 2014, Mont, 2000; Seetharaman, 2020, Weber and Tarba, 2014). It is nurtured through a
continuous tuning, monitoring, and re-balancing of an organization’s operations (Ismail et
al., 2011). Different from strategic agility, which emphasises the continuous reactions to external changes, dynamic stability focuses on serving the widest range of customers and
changing product demands with long-term process capabilities and the collective knowledge
of the organization (Boynton, 1993).
In this track, two papers particularly contribute to these two approaches. “Fostering resilience: the potential of design to support strategic agility” explores the linkage between service design and a resilient organization with the approach of strategic agility. The authors
discussed the three key components of strategic agility which was utilized as the outline for
a design support process and finally establish a framework linking service design to a resilient organization. The second paper is entitled “Designing for dynamic stability in an uncertain world: a media content study of the aviation industry”. It describes the relationship between design strategy with a resilient organization from the approach of dynamic stability.
As a result, six approaches to dynamic stability were reported and a 6R framework for innovation in a resilient organization was established. Both studies focused on typical sectors
(e.g. software and aviation) in a new environment. The findings could be applied to other
sectors facing similar challenges.

Organizational change
The concept of organisational change links to a resilient organization tightly. Since a resilient
organization is characterised as strategically agile (Ismail et al., 2011) and dynamically stable,
organisational change is a natural outcome and its performance. It is not only about structural change, which refers to merging, eliminating, or upgrading existing units, but also an
inclusive vision of the enterprise with horizontal variables to produce the desired effects. Besides the structure of organization, which normally takes a static view, the sphere of organizational change could be extended to process, cultural, as well as political change. And the
view could be transferred to a dynamic one with the process of organizational change
(Kotter, 2012). The spheres and process of organizational change indicated an approach to
resilient organization.
In this track, three papers contribute to approaches to organisational change. Frameworks
illustrating the stages of organizational change are employed as the outputs of service design or systemic design. In the paper titled “Systemic Design's guidelines to implement organizational change”, four spheres of organisational change are applied to report the result
of the literature review. From the industrial perspective, this paper supplied a helictical view
of the contribution of systemic design to organisational change with a comprehensive
framework.
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The other two papers on organizational changes are from the perspective of the design industry. The paper, “Service Design in organisational change” applied eight-step organisational change within three categories. With a focus on organizational change during the
Covid-19 pandemic, five groups of service design were reported in line with the steps of organization changes. Organizational change is also discussed with the purpose of digital transformation from the perspective of the design business. In the research paper titled
“Restrategizing for the post-pandemic era - Service design for digital transformation in the
art and cultural sector”, the four-stage digital transformation process is stated as the outline
for the four-stage digital service.
The five papers all focused on the resilient organization as the output or dependent variables. Concerning the linkage between design strategies and resilient organization, five papers contributed to three main topics in design fields, ranging from service design, and design strategy to systemic design. Moreover, all the research applied a qualitative research
approach and reported frameworks to illustrate the relationship between design strategy
with a resilient organization.
This shows that design strategies for a resilient organization is a well-recognized topic and is
also an inter-disciplinary topic, integrating design and business management. However, we
rarely know the explicit relationship between them. There is a need to explore the key components to describe the relationship and the approach or framework for illustrating the relationships between the components. These are the main findings reported and objectives obtained by the research studies featured in this conference track.

2. Design Client Sectors
Five papers on this track contribute to two areas, i.e. the design industry and the design client sectors. This shows two different disciplinary perspectives on the same topic, resilient
organization.
For industries as design clients, it was represented by aviation industry and software industry. The aviation industry has encountered radical restructuring during the Covid-19 pandemic, while the software industry required the resilient feature and with huge demand for
design services. Both industries are typical ones and representive ones for other industries
related to design stragegy and resilient organization. In addition to these two papers, another study discusses the industrial perspective through a literature review. It contributes to
a general understanding of design supporting strategic agility. The three papers disclosed
the three layers from industrial perspective, being industry affected by Covid-19 significantly, a typical industry within the VUCA environment, and industries in general. These responded to one of the track’s questions, “How can businesses harness the power of design
strategies in times of socio-economic transformation towards resilient organizational management?”
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For the design industry, the two papers replied to the track’s question regarding the challenges and tensions emerging from the pandemic and the ways design strategies can contribute to resilient organisations by enabling agility, inclusivity, and managing disruption. In
contrast with the three papers from an industrial perspective, the two researchers from a
design viewpoint explored a more general context of a new business environment of organizational changes, such as digital transformation and organizational change during the Covid19 pandemic, both focusing on service design.

3. Methodological implications
To establish a comprehensive understanding of the linkage between design strategies and
resilient organizations, conventional research methods should be applied concerning reliability and validity of the research. All papers in this track used a qualitative research approach
to explore the new components of design strategies for resilience organizations. These components are further discussed to construct a framework through their inter-connections.
Case study and literature review are the two main research methods applied for the qualitative approach in this track.
In the five papers, three applied case studies, while two used literature review. For the case
study, three research projects show a wide spectrum of the cases, ranging from a single case
study with three-year action research, four cases of art and cultural business, to 80 projects
of two design agencies. With regards to the two studies applying literature review, one conducted a systematic literature review of 331 articles obtained during the Covid-19 pandemic,
while another pursued a thematic literature review to compare the two selected models.
Pursuing case study and literature review methodological approaches diversifies design research strategies for studying organizational resilience and change in the future.

4. Conclusion
This track is a response to the resilient organization and design strategy topic during the
Covid-19 pandemic. As a novel topic, it formulates a comprehensive understanding of the
linkage between design strategy and resilient organizstion in the design and business management field on the following aspects:
(1) Design industry and industries as design clients, which are the two different perspectives on this topic, linkage between design strategy and resilient organization.
The design strategy is supplied by design firms in design industry, while resilient organization normally refers to sectors as design clients. Moreover, the strategy of
business design for its digital transformation might also be in the scope of this
topic.
(2) The layers of industries related to resilient organization. The three layers are industries significantly affected by the Covid-19, industries facing to the challenges of resilience, and general industries.
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(3) The extended dimension of organizational change. Organizational change is not
only about re-structuring. Its dimension could be extended in two directions, the
sphere and process. The sphere of organizational change is extended from structurial change to process change, cultural change, and political change. Organizational change is not only a performance with static view, but a dynamic process, for
example, eight-stage in three categories.
(4) Strategic agility and dynamic stability as the approaches to resilient organizations,
while organizational change as the performance of the resilient organization. How
design contributes to the resilient organization could be explored through the
above two topics, strategic agility and dynamic stability.
(5) The designerly way of knowing the topic. Qualitative research approach is suitable
for this topic at this stage to explore the key component and propose the framework. The framework is the foundation of our understanding and also applied as a
guideline for implementation. A case study is sufficient to obtain a rich description
of the topic, pursuing either an action research of service design of one case, or
over 80 cases of design projects.
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